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ABSTRAK 
 
PENGARUH KUALITAS OUTPUT, KUALITAS INTERAKSI DAN KUALITAS 
HUBUNGAN ANTAR PELANGGAN PADA KEPUASAN PESERTA DIKLAT 
SATPAM 
(Studi pada Diklat Satpam PT. Anugrah Karya Andalan) 
 
 
ALDRIAN SURYAHADI BRATA 
NIM. F0212006 
 
Penelitian ini bertujuan untuk mendeskripsikan kondisi kualitas output, 
kualitas interaksi dan kualitas hubungan antar pelanggan terhadap kepuasan 
pelanggan PT. Anugrah Karya Andalan serta pengaruh moderasi keakraban 
pada kualitas output terhadap kepuasan pelanggan. Studi kasus pada penelitian 
ini berada di PT. Anugrah Karya Andalan. 
Variabel penelitian ini meliputi variabel independen yaitu kualitas output, 
kualitas interaksi dan kualitas hubungan antar pelanggan, variabel dependen 
yaitu kepuasan pelanggan dan variabel moderasi yaitu keakraban. Penelitian ini 
merupakan penelitian dengan metode survei. Sampel yang digunakan dalam 
penelitian ini sebanyak 200 responden. Teknik sampling yang digunakan adalah 
convenience sampling. Adapun pengumpulan data dalam penelitian ini 
menggunakan kuesioner. Data yang terkumpul dianalisis dengan menggunakan 
teknik analisis Partial Least Square.  
Hasil penelitian ini menunjukkan bahwa variabel kualitas output, kualitas 
interaksi dan kualitas hubungan antar pelanggan baik peserta diklat garda satu 
maupun garda dua menunjukkan hasil yang signifikan terhadap kepuasan 
pelanggan 
 
 
 
Kata Kunci: Kualitas output, kualitas interaksi, kualitas hubungan antar 
pelanggan, kepuasan pelanggan, keakraban 
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ABSTRACT 
THE IMPACT OF OUTPUT QUALITY, INTERACTION QUALITY AND PEER-
TO-PEER QUALITY ON CUSTOMER SATISFACTION OF SECURITY 
TRAINING PARTICIPANTS 
(Studies of Security Training Participants at PT. Anugrah Karya Andalan) 
 
 
ALDRIAN SURYAHADI BRATA 
NIM. F0212006 
 
The purpose of this research is to describe the influence of output quality, 
interaction quality, peer-to-peer qualityon customer satisfaction felt by 
thosesecurity training participants, as well as to describe the influence of output 
quality on customer satisfaction when moderated by familiarity. Security Training 
Participants at PT. Anugrah Karya Andalan was chosen as case study. 
 The variables of this study include the independent variables such as 
the output quality. The dependent variable is the interaction quality and peer-to-
peer quality, and the moderating variable is the familiarity. This research is a 
survey method. The sample used in this study were 200 respondents. Sampling 
technique used is convenience sampling. As for the collection of data in this 
study using a questionnaire. Data were analyzed using Partial Least Square 
analysis techniques. 
 
The results show that Output quality, Interaction quality, Interaction 
quality, Peer-to-peer quality has significant effect for participants have been 
following the training before or not. 
 
 
Keywords:Output quality, Interaction quality, Interaction quality, Peer-to-peer 
quality, Familiarity. 
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